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Shutterstock Succeeds with 8x8’s Integrated 
Phone and Contact Center Solution 

In the aftermath of Hurricane Sandy, Shutterstock lost access to its 

New York headquarters for three months. That experience showed 

management how important it was to ensure business continuity for 

its growing international operations. The company’s solution was to 

establish a “no hardware on premises” policy and move both phone 

service and contact center operations to the cloud. 8x8’s telephony 

platform was the only one that could meet Shutterstock’s global 

requirements.

David Cohen, Shutterstock’s Director 

of Information, realized that the best 

way to protect the company’s assets 

and ensure business continuity was to 

eliminate on-premises equipment and move 

communications to the cloud.

“Our experience dealing with Hurricane 

Sandy, along with the Sarbanes-Oxley audit 

for our IPO, challenged us to develop a new 

disaster recovery strategy. We decided not 

to house any more hardware at our offices—

including our PBX,“ he says.

Wanted: A Single Vendor for 
Both Phone and Contact Center 
Communications

Cohen’s selection criteria for a replacement 

communications system were stringent. He 

wanted a cost-effective, completely cloud-

based solution that provided both phone 

service and contact center operations, and 

that could support Shutterstock’s rapidly 

growing international communications.

“We have customers in 150 countries and 

operate in 20 languages with about 60,000 

contacts a month,” explains Cohen. “It was 

essential to have a single vendor for our 

contact center and phones, who could scale 

with us.“

Customer: Shutterstock

Industry: Digital imagery and music

Location:  
New York, Amsterdam, Berlin, Chicago, 
Denver, London, Paris, Silicon Valley and 
San Francisco

Website: www.shutterstock.com

8x8 Products: Virtual Office and 
Virtual Contact Center

Favorite 8x8 Feature: 

• Fast, flexible disaster recovery 

capabilities

• Supports phone service and 

contact center on the same 

telephony platform

• Real-time API that integrates with 

Salesforce CRM system

Current Setup: 

• 393 phone extensions

• 93 contact center seats

• 461 virtual numbers  

(11 international; 450 local)

Shutterstock, Inc. is a leading global 

provider of digital imagery and music to 

businesses, marketing agencies and media 

organizations. It was founded in 2003 and 

is headquartered in New York City’s Empire 

State Building with offices in Amsterdam, 

Berlin, Chicago, Denver, London, Paris, 

Silicon Valley and San Francisco. 

Shutterstock operates in 20 languages, 

with customers in 150 countries.

As a two-sided marketplace, the company 

connects creative business professionals 

with the best photos, vectors, illustrations, 

video and music from more than 

60,000 contributors around the world. 

Shutterstock adds tens of thousands of 

images each week, and currently has more 

than 44 million images and 2 million video 

clips available.

Protect Assets and Business 
Continuity by Moving to the Cloud

Over the past five years, Shutterstock’s 

growth has accelerated, and in 2012 

the company went public. Shortly after 

Shutterstock’s IPO, Hurricane Sandy struck 

New York City and Shutterstock’s team did 

not have access to company headquarters 

for three months. 

http://www.shutterstock.com
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Meeting those requirements proved 

difficult for many of the vendors under 

consideration. At one point Cohen thought 

he had found a match, only to discover at 

the last minute that the vendor’s “cloud 

solution” included an on-premises PBX. 

8x8’s online demo, on the other hand, 

impressed him from the start. 

“If something happens at the office, like a 

storm or a power failure, you just unplug 

your 8x8 phone and plug it in somewhere 

else,” says Cohen. “I could see how our 

agents and colleagues could work from 

home as easily as if they were in the office. 

8x8’s disaster recovery capabilities are 

amazing.”

Integration with Salesforce Enhances 
the Customer and Agent Experience

In March 2013, Shutterstock signed a 

contract with 8x8 for phone service and 

virtual contact center operations and began 

a phased deployment in its New York, 

London and Berlin offices.

8x8 now supports almost 400 telephone 

extensions and 93 contact center seats 

worldwide. Integration with Salesforce via 

8x8’s Application Programming Interface 

(API) delivers screen-pops that display 

account information to answering agents, 

enhancing the customer experience. 

The 8x8 API also passes call data that 

allows managers to view wallboards 

indicating queue length, number of calls 

waiting, and number of calls abandoned so 

they can quickly adjust queues and staffing 

levels. Looking ahead, Cohen plans to use 

the API more strategically to help predict 

peak times and forecast staffing needs.

“The ability to be proactive rather than 

simply reactive will take our contact center 

operations to a new level of efficiency,” says 

Cohen.

8x8 Enables Fast Onboarding and 
Business Recovery

With Shutterstock experiencing rapid 

growth, Cohen is thankful for how easy it 

is to onboard new agents and colleagues, 

thanks to 8x8.

“We send them a phone, they plug it in, and 

it works,” he says. “I don’t know which office 

they’re in, and I don’t have to know, because 

8x8 supports our team anywhere.”

Similarly, business continuity has become a 

non-issue for Cohen.

“It doesn’t matter anymore if there’s a 

problem at one of our offices. When the 

weather’s bad or the network goes down, 

we just send everybody home to work and 

maybe have an hour of downtime instead of 

a half-day of downtime.”

Consolidating Vendors Cuts Down  
on Costs

Containing costs is another of Cohen’s 

primary responsibilities. He notes that 

by selecting 8x8, Shutterstock has one 

provider for phone and contact center 

communications instead of two, a 

significant cost savings. Cohen has also 

been able to eliminate or replace the 

company’s PBX maintenance service; 

local, toll and long distance providers; 800 

number provider; and international service 

provider with 8x8.

“8x8’s service is very affordable,” he said. 

“Having one cost-effective vendor to deal 

with saves us a lot of time and money, and 

makes our communications costs much 

more predictable.”

“We have customers in 150 

countries and operate in 20 

languages with about 60,000 

contacts a month. It was 

essential to have a single 

vendor for our contact center 

and phones, who could scale 

with us.”

David Cohen 

Director of Information, Shutterstock
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New Global Reach Feature Enables Single Sign-On for Agents Anywhere

As Shutterstock’s customer support organization continues to expand internationally, Cohen also plans to leverage 8x8’s new Global Reach 

capability that provides a single tenant for global contact centers, allowing agents to sign in and service customers anywhere in the world—

without impacting call quality or the customer experience.

“We chose 8x8 because they meet all our technical requirements, but there’s much more to the relationship than that,” says Cohen. “8x8 is a 

company that evolves with us. They understand our direction and are continually enhancing their technology to meet our needs. It’s a true 

partnership—one that we rely on and cherish.”

To learn more, call 1.866.862.2811 or visit www.8x8.com

“ If something happens at the office, like a storm or a power failure, you just unplug your 8x8 

phone and plug it in somewhere else. I could see how our agents and colleagues could work from 

home as easily as if they were in the office. 8x8’s disaster recovery capabilities are amazing.

David Cohen, Director of Information, Shutterstock


